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This document summarizes the firstyearof Ful | ver si ons of each e pS'%Nr t ment 0s
results related to actions recommendedin avail able on the CityRsSmwWehsigte. Th
strategic plans developed by each municipal ports go into more detail on the following
service area. These plans were completed in areas: ACTIONSTO DATE 27

March 2017 by each department with an
eye on informing budgets and operation

activities which will |gs0dshndCHalengéshe Cityds | ead-
ership role in the community.

1 Methodology

1 Actions to Address Challenges



Introdu

The reader is
encouraged to re-
view the original
Strategic Plan to
understand the

issues addressed:
http://bit

Building it Better: Improvement Through Met

ction

This document is a summary of the actions completed over the first year post completion ¢
strategic plans for each service area within the municipal corporation. The City Council an
Senior Management Team use these results and plans to understand the needs of the vat
service areas and propose changes to service delivery and actions to improve efficiency a
effectiveness of the delivery of those services.

The City of Dover began the strategic pl
vision, and values provided the foundation for the service area plans. The service areas d
oped strategic objectives based upon corm
Framework of Excellence. The goal areas are the same, offering consistency and cohesio
readers to better understand the issues faced, and how each area intends to address thos
challenges.

The Strategic Plan is intended as a tool that clearly articulates departmental and service a
priorities for the community and policy makers to review. This plan works in conjunction

wWiY{ AEXSHEQCi tydés | arger strategic plannin

itd |mprovements Program.

This document does not replace the Strategic Plans, rather it documents progress made. |
service area tracked and evaluated its own outcome measures and has provided data reg
accomplishments. These objectives guide the work in all City service areas for the next fiv
years, and form the basis for the FiY E§ 22 municipal budget requests.

Dover at A Glance

The City of Dover is the county seat for Strafford County, which lies in southeast-
ern New Hampshire, bordering the state of Maine. Dover is bisected by the Spau
ing Turnpike (NH Route 16) which connects northern New Hampshire and the
Seacoast region. Additionally, NH and US Routes 4 travel through Dover, as do
Routes 155, 108 and 9.

‘ Bisecting the City is the Cochecho River. Along the eastern border with Maine,

runs the Piscataqua River, and along the western side of the City is the Bellamy |

Doverds | ocatigp The @ochecho River empties into the Piscataqua River, which flows to the At-

New Hampshire,
Strafford County

and lantic. The Bellamy empties into Great Bay, which empties into the Piscataqua Ri

er.

Dover is nestled between the mountains and the ocean. The community is close
the University of New Hampshire and the Pease International Tradeport. The city
is a short drive to the Port of New Hampshire, the state's only deep water port, sc
ne to industrial barges escorted by tugs, importing and exporting goods to and frc
the Granite State. Dover is a quick commute to the metropolitan area of Boston,
and |l ess than an hourds drive to Bos
ter Boston Regional Airport. In addition the Amtrak Downeaster stops in Dover.
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Framework of Excellence

Dover utilizes the a strategic management framework for performance excellence. The framework consists «
system of six interrelated processes yielding results that meet the immediate and long term needs of our var
customers. The systematic processes and result categories, adapted directly from the Baldrige National Que
Program Criteria fd?erformance Excellence, are as follows:

1 Leadership

1 Strategic Planning

1 Customer Focus

1 Measurement, Analysis and Knowledge Management
1 Workforce Focus
Dover's Community and
1 Operations Focus Organizational Profile
1 Results 5. Workforce
A/v Focus

/

Vv

Goal Areas
The Strategic Plan reviews identified issues and challenges for the Department organized around four major

Public Information, Outreach, and Engagement Increased public awareness and understanding
of issues and ensure public participation is vital to the continued success of all public organiza:
tions.

Workforce Development and ManagementAttracting, developing, and retaining a-iglity,
diverse, professional staff with the ability to create innovative, implementable plans and the ex|
tise to facilitate service delivery.

Organizational Excellence and Customer Servic@By maintaining effective internal systems and
processes we enhance overall organizational performance and responsiveness to customer ne
and expectations.

Infrastructure and Technological Asset® Through the application of efficient and modern use of
technology and infrastructure staff is able to accomplish high quality services delivery.

Each of these four Goals has a set of specific objectives, actions and performance measures to assess prog
which will be outlined in the Action Plans for each Department.
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Building it Better: Improvement Through Met

City Information Media Services Humalr
Technology

0To be a city wiThhe anf feincteer goi fn gl Tnbafeo-rGrattyi oonf TDeooviieor bwel
ban vibrancy guided by a small nology (IT) is a trusted partner inclear and consistent communicatiwer providing
town sense of cceealingusolutidnyandby consistthat informs the community, mairlence in hum
ently providing accurate and re- tains open and transparent govemment for a cL
sponsive data to support decisioome nt , and e x e mptivity, ivorkgple
making. IT Office leadership de- mitment to higkguality services wor k / |
ploys forwardhinkingand accessand r esponsive gover.
ble technology for use by both mu-
nicipal staff and the Dover commu-
nity. The IT Office safeguards re-
sources, actively listens at all levels
of the municipal operation, trans-
parently communicates and priori-
tizes Office of Information Tech-
nol ogy work. o

0To provide af fooTrod apbrloemo thei gthh eg OCad viperry vci odnmem uanni do Seunphpaot
municipal services and responsive Y 0 s connect i onoft oDotvheeridrs | coocnanbfithgi Giyasf
accessible local governance ensliRgent services through the u_seanﬁ resources, improve stakehol@eowdlng_ ser
. .easily accessible and accurate infetationships and public engage- work environ
all persons the opportunity to enjYaiion services. To support andment, and deliver effective commiair treatmen
contributing to and being part of assist municipal staff by providingications programs that help ~ munications,
t he Dover ¢ ommuacscess to responsive, dagyse, achieve these goals within the ority, trust and
secure and reliable information ganization and the community. Cityan Resourt
technol ogy sy s tcemmunicatiorss wib pravideitimesodutions to v
and helpful information about gowsupport and «
ernment programs and services.p r i n c i
The City of Dover will continue to
produce and expand its communi-
cations resources, including a com-
prehensive website, electronic
newsletters, video content on the
Cityds two access cCh:
forums, social media, and news re-
|l eases. O

1 Customei~ocused Service Confidentialit
1 Integrity maintain the
1 Innovation . . . . L dentiality witl
§ Accountabiliy ~ COMMuUNity vision, organizational mission and core values &fgigasent
1 Stewardship embedded throughout the framework for performance excellence here

cluded as part of the Community
sion reflecting the ideal quality of life to be achieved here in Dover anc
pal organizationds continuing m
our organizationd6s mission and
objectives are established via strategic planning processes. Core valu
these goals and objectives while also linking together and reinforcing
operational decisions and actions.
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1 Resourcésconomic Finance Planning and
Development Community Dev.

a | eadero Taon da ssptirraet etgo cporfoavrifpdreo vtihdee cviatlypuTaobf!iemphliegnie ngtu aplriotg
and promoting excdbover, NH quality economic devedervice to our stakeholders and effective strategies that help achieve
an resources managgpment solutions to assure superound financial management to a resilient community providing a
lture of high produc-quality of living while preserving iteaintain the public trust throughhi gh qual ity of 1
ce safetyandquality ni que her i t ag etrarsparency and accountability of
i fe balance. o6 the Cityds valued resources. 0

rt the gooallos faancdi Icihtaa tl ee Baneds been cao utrraugset esdd &s- abfee gau atrrdu sotfe d hp
Dover, NH, by tainable economic growth within Ci t yds f i nanci avhtiverselldiansianctcellsboratea d p
vices that promote ahe community of Dover. We pro-+ecords in an equitable, accuratewith stakeholders to pursue the

ment characterized byde the leadership and coordinaefficient and professional mannercta mmuni t yés vi si on
t of staff, open com-tion necessary to foster businessmeet all regulatory and fiduciary

personal accountabdevelopment that provides qualityesponsibilities while timely report-

mutual respect. Hu-of  pl ace, | i f e imgthdfindnciad mosition ahdepard t h . 0

es will seek to provide formance to stakeholders. 6

vorkplace issues that

optimize the operating

ples of the organization. 6

y 0 We endeavor to Goal Orientedd We set challeng-
highest level of confi- ing goals, and pursue concrete ob-
1 privileged infor- jectives.

Technical Competencyd We
maintain a deep understanding of
the built and natural environment
and provide statef-the-art plan-
ning and development services.

Multidisciplinary Approach o We
use critical thinking and problem
solving to develop holistic answers
for complex questions.
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Building it Better: Improvement Through Met

City Police Fire, Rescue andcComm
Inspections

0To be a city wiTtoh baen ae nReorlgiicneg Thoer pparr et vimeenntt  ht ahranfl, 0 set
ban vibrancy guided by a small through the use of best professiofedt as possible, and help with théhe communi
town sense of cpoaotioes and tragspadency, providessc over y f r om htiae; fastern
public safety and law enforcement and ev
services to a growing urban com-
munity in a personal and dignified
manner . 0

0To provide af fooEndfaobrlcee, Lhaiwgsh ogfWaSolciigeitnyg enxaci edpiltaii opnr:
municipal services and responsiverder, protect life and property, service, our mission is to providesustainable,
accessible local governance ens&‘ﬁln'g.er quality services to the_ conthe community ywth information, the communi
I h . .murtity and to assist the public ateducation, services and representau n i t vy
all persons the opportunity to eni@yqe in a manner consistent withtion, improving its quality of life  ture, public a
contributing to and being part of the rights and dignity of all persomsn d enhanci ng onuern tcd |
t he Dover ¢ ommuas pravided for by law and underto survive and recover from the
the constitution of the United devastation of fire, environmental,
States and the State of New Hammatural and mamade emergen-

shire. 6 cies. o
f CustomeiFocused Service Professional- We strive to be pro-
1 Integrity fessional all the time, and do the
1 Innovation right thing even when no one is
1 Accountability looking.
 Stewardship

Engagedd We strive to be en-

gaged and active in the community,

during work hours and outside of

work hours. We are not just fire-

fighters and inspectors, we are Do-
verds Firefighters at
spectors.

Team Membersd We are team
members in everything we do, sup-
porting each other and other City
departments, to improve each and
every day.

CustometFocused Servicd We engage our customers, with a focus on listening to and supporting their needs, antici
pating and delivering high quality services and ensuring their satisfaction.

Integrity ® We conduct ourselves at all times in a manner that is ethical, legal and professional, with the highest de-
gree of honesty, respect and fairness.

Innovation 8 We develop creative solutions and share leading practices that enhance the value of services provided
for our customers.
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unity ServRResreation Public Library Public Welfare

hance t heo Tgou aplriatvyi doef al ni db deoxi pbaen da rpeuchr|eiach iTl oi nbprraorvyi dweh i ac hg ef noe
ty by utilizing exper-activities and facilities for partici- ters curiosity in every segment ofprogram to meet the genuine needs
) innovative leaderstppnts of all ages to help foster a the Dover community by providingf all eligible residents, in a respect-
ol vi ng t ehcehanlotl hoyg,y 6v i b r a natwide rangerofirasburcgs.aidd eXpéand fiscally responsible way
riences, both virtually and in a dywhich fosters dignity and self
nami c physi cal seunfvfiircoinenmecnyt..

ovide condTon uporuosy,i dreela faflddTrédea bD ocev, e rh i Ryuhb | @i Gca | Lipi rbgrvairdye stuhpe- a's
high quality service tiiecreation facilities and programsports lifelong engagement in reade maintain the basic needs of any
ty. To protect com- collaboration with other City de- ing, discovering, learning, and cré&xtver resident while working with
60s publ i cpartmeraslandhocal organizatiengd, and delivers what we call  other departments and agencies to
ssets and environ- ensuring participants have accesét8 ol ut i ons and f@eriselyhft f6i dioe nt hye. 6
a variety of recreational opportuné o mmuni t y. 0
ties, thereby enhancing their quality
of Iife.o

Community Developmentd We Professional Ethics-- We are
implement programs and activitieguided by the Code of Ethics of the
related to the Block Grant PrograAmerican Library Association, the
and staff support of multiple Library Bill of Rights, and ALAJ:
Boards and Commissions, Furthdfreedom to Read Statement. We
more, we represent the City on readhere to ALA policies on freedom
gional Boards and Commissions.of expression and free access to
ideas. We endorse equity, intellectu-
al freedom, privacy, net neutrality,
diversity and inclusion, and reject
censorship or any abridgement of a
userds rights based on their or
age, background, or views.

Accountabilityd We promote openness and transparency in our operations ensuring that we are accountable for our
actions at all times.

StewardshippWe serve as trusted stewards of the publicos
ways seeking to responsibly utilize, conserve and sustain for current and future generations.
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Issues and Challenges

Building it Better: Improvement Through Met

Each organization faces issues and challenges. Without identifying and docu-
menting those issues and challenges, organizations cannot think and act strate

Helpfol

Huctfol

(Aol HN I9A0G J0 41D 294 UIIA) YBLO (assgul

STRENGTH

Trost
Transparency
Collaboration
Attention to delil
Orgernizational skills
Accesability of IT Skuff, Accesible [ ap-
proackable, Open door
Willingress to help { find solutions
Resourcefvl and creative problem solvers

Knowledge of Staff

i of more skiff

of rew employees
s of shared IT and
Dover knowledge

Training and
Lowr shaff torr

Finance system thot provides ddegotion of
work, appropriate checks & balances,
timely, accorate reporting.

WEAKNESS

ACCESSE _ITY

Keeping information easy to vnderstard for
everyone

Accessbility to end vser {employee)

Bridging the gap between knowledge bases
(employee v IT)
Fear of information technology

Resistarice, dve to changing things, dve #o as-

swmption of increased workload

User-frierdly publicaccess

Better
Outlook / calend
vsers (i.e. sche

ith ovtside
or Google

Ease of infegration volurteers

GROWNG SERVICE NEEDS | FUNDING

Shifting priorities
Chunge manygement
Added areas of responsibility
How to swpporta 24x365 with IT resources
Lack of wpport staff for
Lack of training personnel

Futvre planned space not compatible with office
needs.
lack of fonding to enhance all areas
BALANCE OF ENTERPRSE SOLUTION AND NEW

SERVICE DELNVERY TIME

Interd epartmental knowledge

Processes that are disconmected, not d ocument-

ed.

Department may not look at entire municipality
in order to get task accomplished quickly
Schism betweer school f monicipality

1T viewed asan cbstade to bringing new ser-

vices orline quickly

Not able to be cwiting edge of technology dve

to furding [ time constraints

Disconmect between IT project goals and feld

employees’ needs

Get more people to buy into asset maragement

(Kgndeoun iy HN 730 0Q 40 &41D 34 3P 00) UBUO (PurNXY

OPPORTUNITY

Very good projects in place that reed to
be finished
Awnareness of available tools & opportuni-

ties
Clarity of what is and is not available
Better and dearer communiation of my-
nicipal services

Feedback

lncre

e efficiency
Allowing Depa

to ke charge of
their own dai

Leveraging existing verdor relationships
to solve / meet goals
New technology
Robust backups
Phishing protecion
Ransomware
General awful things breaking
Clovd -based opportunifies
tnternally managed dovd
Convergence of resources: technology,
communicafons, maps, software,

systems

Rapid devel opment of mobile applications
and technology

Stable broadband connections. Monicpal
fiber campuses.

OBSTACLE

Annval increases in subscription, license,
and maintenance costs
Clovd based costs
Cybersecurity; expertise, staff, time
Keeping vp with changing security
Phone services continve to rate low on em-
ployee survey.
Outside changes that cannot be controlled
New Technology
Vendor devel opment cyde
Ovtdated software

Anti-change
Staffing, ovtide tlent, recrviting
No Front-end filter for sales cold calls.

cally.

In 2016 each service area completed an environmental scan com
pleted. This Analysis of both internal and external environments
gives understanding and depth
and weaknesses (internal) and its opportunities and obstacles
(external).

When service areas review strengths and weaknesses, they cons
er resources (human, funding sources, facilities, equipment, etc.),
current strategic processes, and performance. An external review
Is also important. Service areas considered the opportunities and
obstacles that exist in the external environment. Again, these are-
as consider resources, operations, and performance.

Strategic planning is discove
course of actiondé given its

ed and feasible, along with goals for accomplishment. In order to
complete this step, one must consider those questions against its
mission, vision and values and the information and data gathered
by the SWOO analysis.

After completion of the SWOO analysis, each service area consic
ered the elements identified and asked the following questions:

What i s i t he
do anything

do
we

T O ndeed policy ¢
about it

t he

Can

| f we
t t hat

T oWhat

o

we

about

(@)

anything
can do?6¢6

he consequences

l
1
i
are t

By reviewing and considering these questions, the service area w
able to:

1 Clearly identify numerous issues
1 Consolidate them into larger umbrella issues and challenges,

9 Prioritize the i1issueds I mpor

Pages 9 to 26 of the Strategic Plan identify the issues and chal-

lenges each service area has defined for itself. Solutions to these issues are de
fined through Actions Plans.
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Actions to Date

Successful implementation of the service area Strategic Plans is dependent upon translating its
goals and objectives into budgets and operating programs. What follows is an updated version of
the Action Plans for each service area.

In addition to the materials originally presented, the Action Plans now include Status and Progress
columns. The Status column notes the results to date on a particular outcome measure, and the
Progress column notes the percent complieté{0) of each measure.

The Plans are broken into the four goal areas
Public Information, Outreach, and Engagement
Workforce Development and Management

Organizational Excellence and Customer Service

= =4 =4 =2

Infrastructure and Technological Assets

Each service area conducted its own review on progress, noting the results it feels is appropriate
using the SMART principle:

Specificd target a specific area for improvement.
Measurabled quantify or at least suggest an indicator of progress.
Agreed upomnd specify who will do it.

= =4 -4

Reallisticd state what results can realistically be achieved, given available re-
sources.

1 Time-relatedd specify when the result(s) can be achieved.

The detailed Action Plans developed to achieve the Goals and Objectives in the Strategic Plan con-
tain:

1 A timeline for implementing each Action

1 Ongoing: Continuous or are already being carried out

1 Short: Undertaken in-2 years

1 Medium: Undertaken within-8 years

1 Long: Will take more than 5 years to be initiated or completed.
1 Identifies the responsible person or people tasked with performing the Action
1 Indicates which Issue or Challenge is being addressed by the proposed Action

Page9



Building it Better: Improvement Through Met

Goal A: Public Information, Outreach, and Engagement

Objective A.1

Improve accessibility and searching of City of Dover public records

Action A.1.1 Consolidate all online archives search pages into a single search page.
. Maintain updated inventory of public records information and communications. Referenc
Action A.1.2 L . .
nications Service Guide.
Action A.1.3 Develop single search page for all public records information.

Objective Outcome Measure

A single webpage to search all documents stored in online archives is available.

Objective Outcome Measure

Communi cat. i Ser vi Guide is current

website.

ons c e

Objective Outcome Measure

A single webpage that can query all public records information, independent of baekd
storage system, exists.

Objective A.2

Communicate methods of engagement available when working with/for public bodies.

Document existing communication and other current methods that support participation ¢

Action A.2.1 pal public bodies.
. Communicate existing communication methods along witktdRi¢idw guidelines to current
Action A.2.2 .
public body members.
Action A.2.3 Complete survey of current public body members to determine communication preferenc

formation needs.

Objective Outcome Measure

Create document available on public website with link-enailed to public body members
outlining communication methods, information resources and link to RSA A.

Objective Outcome Measure

Create and complete survey of current public body members to learn more about what a
tional services would increase participation and effectiveness when serving on public bo:
or commission.

Page10 See pages D 10 of the Strategic Plan for Issues
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Information Technology

| Timeline Responsibility | Issue Status Progress
y H:
Short IT Director 8
F CO@Wour't Media Services Manager 8
Medium Media Services Manager 8
5A30dzadaSR (KAa ¢62N)] 6AlUK GOSYyR?2
G2 y20 GKNBg oaYS 2ANJ NBlaz2dzNDOSa
RdzLJX AOIF G1S&a 62N] Ay fINEHSNI 2628
3t S &aSFNOK | ONRPaa |FMampLI I 02 N a
| Yl Od a2 11,3 NBAOSEL P dgh RS dz
F'YR LI2aUSR U2 ¢6SoqA0SZEY WI ydzZ NB
RAIF { SNIBAOSA alyl JSdEpAtt NBUY
wSaSIFNOK KIF&a o0S3dp|o t|INE OARAY 3
aSIFENODK |yR O2yidSyd@ adl|lita Ay 2N
NBlIfAdaO RSY2a IyH Ozaido Ly Of
aSENODK LI FU2NY Ay |Cpmn LINRLRAS
yiia
P MUBKEr IT Director 8
Short IT Director / Legal 8
P %O%H?am Media Services Manager 8
/ dZNNByYy (G tdzoftA0 .2He al|lgSNRI ad:
t Ne2SOia +tyR .dzR3I4d wsoSHt SR
Oleo2ya 2y3A2Ay3I0 Hz2 I+ Je2y 2y R
GKAOK 2dzif AySa G(KJasxrg2yYYdzyr Ol
5SOAASR LXFyYy G2 |jd&SNE |[[AlFA&d2Yya
) gSe yR &l 6KIG @gKS& |R2 F2N 2
] 5Aa0dzaadSR 2Lk2ya 4AdK [aAONRAaA2D
Ay3d 0F88R AS YR U] S &aKFINAy3ID
+ SNE O2 aliX wz2pg ORAEIGE Ayi RS
aAdy dzyly26y e piz
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Goal B: Workforce Development and Management

Objective B.1 Ensure Information Technology Office is current in their industry knowledge, skills.
Action B.1.1 Fund and schedule training in various formats. Conferences, online learning, local coun
Action B.1.2 Adding incentives for completion of training or certification process

Action B.1.3 Research staffing levels and skill sets fesiZigd municipal and private organizations. Make

mendations based on research.

Objective Outcome Measure

Information technology staff can provide at least four certificates annually that display pz
ipation in classes, seminars or meetings that increasing their learning pertinent to their job
description.

Objective Outcome Measure

Information Technology administrators and technicians will sit for one certification exam
annually.

Objective Outcome Measure

IT Director will present a proposal to City Manager, HR Director and Department Heads
provide additional information technology support both to the frontlines as well as suppo
service needs at the department administrative level.

Objective B.2 Ensure municipal employees have baseline office productivity and appropriate enterprist
Action B.2.1 Funding base level information technology training citywide.

Action B.2.2 Develop lunch & learn or other training program specific to City of Dover enterprise appli
Action B.2.3 Schedule IT Technicians to job shadow flinatstaff activities.

Objective Outcome Measure

Each departments can report at least eight (8) hours of online learning related to office
productivity skills annually.

Objective Outcome Measure

IT Office will provide at least four (4) information technology trainings annually.

Objective Outcome Measure

IT Technicians, Systems and Asset Management, will shadow fralihe staff that they sup-
port at least twice annually.

Objective B.3

Provide services to empower departments in making data driven decisions in a timely m

Action B.3.1

Add Business Analyst resource.

Objective Outcome Measure:

Business analyst on staff to assist business decision makers in accessing needed data.

Page12 See pages D 10 of the Strategic Plan for Issues
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Information Technology

| Timelne |  Responsibility | Issue | Status Progress
c iz
Short IT Director 3&6
Medium IT Director / HR Direc- 386
tor
 fecony, o IT Director / HR Direc- 36&7
tor ’
Manm: 2F L¢ {GFrd KFE@S [AY1SRLY [SIENYAYy3I PO2dzyiad
1 SR® 9{wL ! yydz t O20/ TASS\NS YOS AnyrAmyT 3d 49! {ow LA NG| S50 ! Y Y d:
HAMT ® +!1 922N] a4 b2 | ASNJ/ 2yFSNBYOS Hpimyd +2 2y )
YSyi ONBRAGAOD 2 GSN) fA0SyasS Hnmy o [ 9! b|] 6StGa «
AYy3 Hamyd® /WL{ GN}YAYAy3d g OSNbUOlIa2Yy| AmyKkHAMPD
¢tKNBES 2F yAOPSNBUBR HEARB®RE NWL{ Ay LI & §§AI;NID
. adzy AOALI £ O2YLI NIFa@S YSUNRO&AD /2YLI N o@S| Iyl feaa
" al NOK Hnamy ®
laaSd alylF3aSYSyid ¢SOKYAOALFY IyR {/ !5 L¢|!RYAYAAI
L2Nby3d GKS FNRYyOUftAySao M 1 JET
e application skills. n ez
Medium IT Director / HR Direc- 1,386
tor
Medium IT Director / HR Direc- 1,386
tor
IT Director / Department
Short Heads 1,9
C, MY Cdzy R oc aSlida 2F [AY{SRLY [SINYyAy|3 I ONRAa
2F YyAYyS RSLINIYSyGa KIFE@S OAS6SR 20SN) $p3IKG oy0 K
Wdzf HAamMyY CANB[AIKG F§gSyRa L¢/ aSSeyPET WY HAamMyY
Wdzy HAmMyY {r.1 [ SINyAy3 atVLE%WéWﬂMf%éG@WNﬁSa{O
6o0 ¢NBSy2 [dzyOK 3 [ SI NYya FdA e FgSYRSR pBAGK y ai
Odzad2Y GNIAYyAYy3I O2d2NAS ¢AGK SEFY ONBJ G§SR[FYR AYLX:
M N I
1 3aSdid aYld ¢SOK g {/151 L¢ ! RYAY KI @S| aKIFR26SR [ {
M N JETR
anner. Easy to use by department adrators. p JE:
Medium ITDlrectorérCﬂyManag- 7
t dzZNOKFaAaSR 2F / NeadGlf wSLERNIa F2NIL¢ feadapya ! RYA\)
YIEYAO £! 922NJa NBLER2NIAa F2N/{ dzaSoT |b2f25 HAMy Y | )
YR LINRPGBARS | OOdzNI GS {/!5!1 KSIf{iK NBLRNIRT WwWdz &
tdzoft AO {IFSie O2yFSNByOS FyR gAatt S| IH% 02dzi aLJ
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Building it Better: Improvement Through Met

Goal C: Organizational Excellence and Customer Service

Objective C.1

Communicating current priorities, schedules, plans.

Action C.1.1 Review recurrence, content, attendees and information dissemination of IT Committee
Action C.1.2 Continue to manage reactive tasks using and IT Support Request system.
Action C.1.3 Continue to manage and communicate project status with an IT Projects system.

Objective Outcome Measure

Effectiveness of IT Committee meetings reviewed with any needed adjustments made.

Objective Outcome Measure

IT Support Request system manages approximately one hundred support requests mon

Objective Outcome Measure

IT Projects list reports on, prioritize all current, and contains record of past IT Projects. F
ority one projects will receive at least a monthly update.

Objective C.2

Managing change, collective decisions, advanced communications.

Action C.2.1

Increase Intranet content on governance, data ownership / master of record and mainter

Action C.2.2

Develop a central repository of workflows documented by LEAN or other administrative |

Objective Outcome Measure

Intranet will provide definitive list of geospatial information, data owner and naming conv
tions.

Objective Outcome Measure

Intranet will provide repository of approved workflows.

Objective C.3

Identify areas of ownership of IT administrative procedures

Action C.3.1

Identify areas of further control and governance that will allow delegation of commonly re
low-risk administrative tasks.

Objective Outcome Measure:

Two highly recurring processes that would benefit from a faster response time are identi
with at least one norIT Office person trained in each administrative process.

Page14 See pages D 10 of the Strategic Plan for Issues



Action Plan Update: 2019

Information Technology

| Timeline Responsibility | Issue Status Progress
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Building it Better: Improvement Through Met

Goal D: Infrastructure and Technological Assets

Objective D.1 Identify and prioritize information needed by staff in the field. Develop processes for coll
Increase Intranet content on governance, data ownership / master of record and mainter

Action D1.1 with department to prioritize data importance. Provide level of effort and feasibility for in
collection as well as ongoing maintenance.

Action D1.2 Create service foundation to allow dat a

Objective Outcome Measure

IT Office clearly documents what geospatial is maintained and by whom as well as what
formation is not maintained at this time.

Objective Outcome Measure

At least two field personnel per department in Police, Fire and Community Services are
trained and can gather geospatial information from the field.

Objective D.2 Hardware and software inventory management and replacement planning.
Action D2.1 Annual inventory of client systems conducted in October
Action D2.2 Upcoming FY costs and replacement plan sent to departments in November.

Objective Outcome Measure

Average DoverNetinsured client system age is 3.5 years or less.

Objective Outcome Measure

All client systems on network utilized currently supported operating system that received
ularly scheduled security updates.

Objective Outcome Measure

Average number of client systems ensured by department is 75% or more.

Objective Outcome Measure

Average DoverNetinsured server system age is 2.5 years or less.

Objective D.3 Align Information Technology Office services and funding with organization needs.

Action D3.1 Request f e(_a_dback from as many as empl oy
and ease of use (vs efficiency)

Action D3.1 Create service inventory, update annually

Objective Outcome Measure:

An Information Technology Office survey completed by municipal employees on biennial
basis to prioritize and rate IT systems and services.

Objective Outcome Measure:

An Information Technology Office service inventory is available Intranet for reference an

review.
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Action Plan Update: 2019

Information Technology

| Timeline |  Responsibility | Issue | Status Progress
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Building it Better: Improvement Through Met

Goal A: Public Information, Outreach, and Engagement

Objective A.1 Create a public engagement plan

Action A.1.1 Assess how citizens access public information

Action A.1.2 Draft public engagement and community outreach plan
Action A.1.3 Seek approval of engagement plan and distribute

Objective Outcome Measure

Increased public engagement and participation

Objective A.2 Gat her comprehensive feedback about how
Action A.2.1 Create online and printed surveys about website use

Action A.2.2 Query web users about frequency and type of web actions

Action A.2.3 Draft recommendations for web redesign and arrangement

Objective Outcome Measure

Improved engagement and website accessibility

Goal B: Workforce Development and Management

Objective B.1

Create new tools for access to common public information and data

Action B.1.1

Compile current data about common access of information requests and retrievals, onlin
er means

Action B.1.2

Develop new tools or resources tailored to most requested information

Objective Outcome Measure

Diminished difficulty accessing common public information

Objective B.2

Fund a Public Information position

Action B.2.1

Define the role and responsibilities of a PIO, review needs across the current roles of ste

Action B.2.2

Fund either a new paosition, or increase hours of existing staff to take responsibilities fron
ager, to allow that position to become the PIO.

Objective Outcome Measure

Establishment of a PIO

Page18 See pages 1® 11 of the Strategic Plan for Issues



Action Plan Update: 2019

Media Services

| Timeline |  Responsibility Issue | Status Progress
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Building it Better: Improvement Through Met

Goal C: Organizational Excellence and Customer Service

Objective C.1

Create a consistent, citywide communications policy

Action C.1.1 Provide training to staff to better uti
Action C.1.2 Consolidate the disparate communications efforts across all City departments.

. Provide support and resources for consi
Action C.1.3 to the community.

. Develop internal communication guidelines and tools to better educate staff about currer
Action C.1.4

efforts.

ActionC.1.5 Improve shared distribution of public information and resources.

Objective Outcome Measure

Clear and consistent distribution of internal and external communications

Objective Outcome Measure

Better staff comprehension of policies and shared issues

Objective Outcome Measure

Reach segments of the population underserved by traditional communications

Page20 See pages 1® 11 of the Strategic Plan for Issues



Action Plan Update: 2019

Media Services

| Timeline |  Responsibility Issue Status Progress
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Building it Better: Improvement Through Met

Goal D: Infrastructure and Technological Assets

Objective D.1

Devel op and upgrade technology for the

Action D.1.1 Improve and integrate website search functionality
Action D.1.2 Comprehensive review of website presentation and access, with planning strategy for ac
o and restructuring, if necessary.
Action D.1.3 Develop mobile applications for public information
. Integrate varied technology assets and platforms into consistent, accessibfeie@mdlyusdor-
Action D.1.4 .
mation.
Action D.1.5 Compl et e r ede sfacijpgiwelnosite Ci t yds public
Action D.1.6 Increase effective use of social media
Action D.1.7 Devel op new access programming for the

shared use and communication of new programming across all media platforms.

Objective Outcome Measure

Increased public access and engagement

Objective Outcome Measure

User-friendly public information tools

Objective Outcome Measure

Consistent and accessible public information
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Action Plan Update: 2019

Media Services

| Timeline |  Responsibility | Progress
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Building it Better: Improvement Through Met

Goal A: Public Information, Outreach, and Engagement
Objective A.1 Improve and streamline the recruitment process to decrease the average number of day

Set up and implement a schedule to regularly review and update position descriptions fo

Action A.1.1 i AN
Dover position to ensure accuracy and timeliness for use when a vacancy occurs.
Action A.1.2 Explore the option of using a third party resource to advertise and expedite the applicant
o cess.
. Modify application process to include shorter employment application, modify acceptable
Action A.1.3 i .
application submission to be a less cumbersome process.
Action A.1.4 Utilize electronic means to automate and/or decrease the turnover time for application re

view process, and applicant follgw

Objective Outcome Measure [Average number of days to fill a vacancy

Objective Outcome Measure [HR Audit

Objective Outcome Measure |National Employee Survey
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Action Plan Update: 2019

Human Resources

| Timeline |  Responsibility | Issue Status Progress
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Building it Better: Improvement Through Met

Goal B: Workforce Development and Management

Objective B.1

Implement and adopt a Citywide program for new employee onboarding versus employe

Action B.1.1 Create an onboarding program to be used for all new hires with the City of Dover.
. Provide training to Department Heads and other key personnel to introduce the new onb
Action B.1.2 : o . Lo
gram which will include involvement of their individual departments.
Action B.1.3 Develop a consistent Exit Interview process to learn why employees are leaving our emy

reasons, and make improvements as needed.

Objective Outcome Measure

National Employee Survey

Objective Outcome Measure

Turnover Analysis

Objective Outcome Measure

Exit Interviews

Objective B.2

Develop a Management Training Series to increase management development in suppo

Develop or outsource a training program encompassing ethics, safety, customer service

Action B.2.1 : :
performance evaluation, and labor law compliance.
Action B.2.2 Develop a training program supporting City of Dover desired supervisory skills for curren
- coming management positions.
Action B.2.3 Develop or outsource a management training program focusing on succession planning.

Objective Outcome Measure

National Employee Survey

Objective Outcome Measure

Human Resources Employee Survey

Objective B.3

Create a mandatory training program series to be provided to all City of Dover employee

Create a schedule of mandatory classes to be provided to all City employees identifying

Action B.3.1 training and the frequency required.
. Create or outsource classes on the following topics: workplace violence, harassment, sa
Action B.3.2
others deemed necessary.
Action B.3.3 Create or outsource classes deemed essential or desirable, if not mandatory, on the follc

ethics and various customer service topics.

Objective Outcome Measure:

HR Audit

Objective B.4

Improve communications regarding course / workshop offerings to all employees to incre

Action B.4.1 Send out t raining opportunities to oAl I
areas for those not having computer access.
Action B.4.2 Reestablish a Ciyide Newsletter to communicate training opportunities as a regular seg

Objective Outcome Measure

National Employee Survey

Objective Outcome Measure

Human Resources Employee Survey
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Action Plan Update: 2019

Human Resources

| Timeline |  Responsibility | | Status Progress
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Building it Better: Improvement Through Met

Goal C: Organizational Excellence and Customer Service

Objective C.1

Develop or acquire Human Resources Information Systems (HRIS) for greater efficiency

Action C.1.1 Develop a database to accurately track
Compensation leaves.
Action C.1.2 Acquire the use of a customized performance evaluation tracking system to accurately a
o track evaluation information.
Action C.1.3 Develop or acquire a customized recruitment program to streamline the recruitment proc
Action C.1.4 Develop or acquire a customized onboarding program for improved indoctrination of new

ployees.

Objective Outcome Measure

National Employee Survey

Objective Outcome Measure

Number of performance evaluations being conducted on or before due date

Objective Outcome Measure

HR Audit

Objective C.2

Restructure the recruitment process to streamline the process and decrease the average

Action C.2.1

Modify the application process to include a shorter / condensed employment application
fy the acceptable means for application submission.

Action C.2.2

Utilize electronic means to automate and/or decrease the turnover time for application re
view process and applicant folapv

Objective Outcome Measure

Average number of days to fill a vacancy

Objective C.3

Organize personnel files to ensure compliance with current laws relating to acceptable fi

Action C.3.1 Increase the number of items covered during the orientation process, thus increasing the

Action C.3.2 Contact the new hire approximatedy2weeks after their start date to ascertain how things
" and to answer any questions.

Action C.3.3 Work with Departments to ensure they assign a mentor to the new employee.

Action C.3.4 Survey the new hire ad 8 months to determine how things are going.

Action C.3.5 Survey the employee after one year of employment to gauge the success (or not) of the

process.

Objective Outcome Measure:

National Employee Survey and Human Resources Employee Survey

Objective Outcome Measure:

Turnover Analysis

Objective Outcome Measure:

Exit Interviews

Objective C.4

Provide regular and timely customer ser

Action C.4.1

Develop or outsource training on customer service topics.

Objective Outcome Measure

National Citizens Survey
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Human Resources

| Timeline |  Responsibility | Issue | Status Progress
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Building it Better: Improvement Through Met

Goal D: Infrastructure and Technological Assets

Objective D.1

Develop or acquire access to Human Resources Information Systems (HRIS) for greater

. Devel op a database to accurately track
Action D1.1 Compensation leaves.
Action D1.2 Acquire the use of a customized performance evaluation tracking system to accurately a
' track evaluation information.
Action D1.3 Develop or acquire a customized recruitment program to streamline the recruitment proc
Action D1.4 Develop or acquire a customized onboarding program for improved indoctrination of new

ployees.

Objective Outcome Measure

National Employee Survey

Objective Outcome Measure

Number of performance evaluations being conducted on or before due date

Objective Outcome Measure

HR Audit

Objective D.2

Develop a database to electronically track employee training records for easy retrieval.

Action D2.1

Develop a database to track employee education and training records to include the abil
tachments for copies of certificates and licenses. Also, a tracking mechanism for expirat
newal requirements.

Objective Outcome Measure

National Employee Survey

Objective Outcome Measure

Human Resources Employee Survey

Objective Outcome Measure

Exit Interviews

Objective D.3

Organize personnel files to ensure compliance with current laws relating to acceptable fil

Replace existing personnel file jackets with aseetitin folder for proper organization and se

Action D3.1 tion requirements and legal compliance.
. Manually scour through each employee personnel files to ensure they meet current com
Action D3.2 : . :
guirements and make adjustments / corrections as needed.
Action D3.3 Scan and keep electronic copies of retiree personnel files based on the retention require

legally acceptable electronic format.

Objective Outcome Measure:

HR Audit

Objective D.4

Purchase a o0Guest o wor kst at i

prove customer service.

computer on

Action D4.1 Offer electronic versions of the new onboarding program to reduce paper use.
. Offer electronic Administrative Regulation review and acknowledgement access to empl
Action D4.2
duce the amount of paper used.
Offer the use of the workstation to potential applicants (when not in use by employees) i
Action D4.3 have access to a computer in order for them to be able to complete and employment apj

online and to submit the application electronically.

Objective Outcome Measure

National Employee Survey

Objective Outcome Measure

National Citizens Survey
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| Timeline |  Responsibility | Issue | Status Progress
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Building it Better: Improvement Through Met

Goal A: Public Information, Outreach, and Engagement

Objective A.1 Aspire to provide the City of Dover, NH quality economic development solutions to assur
Action A.1.1 Prepare and distribute the Economic Action of Dover Newspaper.
Action A.1.2 Attend Chamber Government Affairs monthly meeting presentations.
Promote Dover at the Commercial Investment Board of Realtors monthly meetings for th
Action A.1.3 and another for NH statewide. Skyhaven Airport Advisory Board membership and partici
tri-city personnel.
Action A.1.4 Attend NH Passenger Rail Transit Authority Advisory Board meetings in Concord.
Action A.15 Document Doverds success through busine

Magazine free ink on Dover.

Objective Outcome Measure

Number of business attractions to Dover.

Objective Outcome Measure

Number of existing Dover businesses retained over time.

Objective Outcome Measure

Positive cache enjoyed by Dover with out of town and4€ity respondents

Goal B: Workforce Development and Management

Objective B.1 Provide updated promotional assets website, literature, brochureware every two years.
Action B.1.1 BIZEDConnect Program with the CTC GBCC and UNH

Action B.1.2 Investigate Intern Program with UNH

Action B.1.3 Intern Program discussions with GBCC business outreach dept.

Action B.1.4 Seacoast Manufacturers Exchange participation.

Objective Outcome Measure

Number of Interns placed

Objective B.2

Develop long range staff succession plan

Action B.2.1 Identify staffing needs and develop roles and responsibilities for additional staffing as ne
Action B.2.2 Increase City financial commitment to encompass additional staff
Action B.2.3 Retain Assistant Director to train with the expectation they can provide continuity when L

tires

Objective Outcome Measure

Realistic Succession plan is developed and implemented
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| Timeline |  Responsibility | Issue | Status Progress
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Building it Better: Improvement Through Met

Goal C: Organizational Excellence and Customer Service

Objective C.1 To be the | eading champion and advocat e
Action C.1.1 Be responsive and responsible.

Action C.1.2 Be Innovative and forward looking.

Action C.1.3 Be approachable and transparent.

Action C.1.4 Committed to high standards of performance.

Objective Outcome Measure

Positive Citizen feedback on Economic Development in Dover.

Objective Outcome Measure

Expansion in the Tax ratable base and job growth.

Objective Outcome Measure

ROI of $ production versus ED cost to the City.

Objective C.2

Coordinate Economic Development strategic plan with DBIDA Three Year Strategic Inte

Action C.2.1 Review Strategic Intentions Plan to identify where overlap exists in both plans.
Action C.2.2 Develop implementation plan for completing Intentions Plans
Action C.2.3 At the beginning of year 3, review successes and begin creation of next Intentions Plan

Objective Outcome Measure

Creation of new Strategic Intentions Plan which is coordinated with this plan

Goal D: Infrastructure and Technological Assets

Objective D.1 Provide updated promotional assets website, literature, brochureware every two years.
Action D.1.1 Update, reprint flyers so they are available in an electronic format
: Investigate software to allow in house design for update, reprint of rack cards and appro
Action D.1.2
chure pages.
Action D.1.3 Update, reprint appropriate brochure pages and rack cards.
Action D.1.4 Replace each laptop and Ipad every five years.

Objective Outcome Measure

Inventory of up-to-date materials

Objective Outcome Measure

Highly functional digital equipment.

Page34 See pages 18 13 of the Strategic Plan for Issues



Action Plan Update: 2019 Economic Development

| Timeline [  Responsibility | Issue | Status Progress
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Building it Better: Improvement Through Met

Goal A: Public Information, Outreach, and Engagement

Objective A.1 The Department will provide timely and useful financial information for decisionmaking.
Action A1.1 Undertake a comprehensive review of exi
o CAFR (Comprehensive Annual Financial Report)
Action A.1.2 Update City Investment Policy, Trustees Investment Policy and implement industry inves
marks
Action A.1.3 Provide monthly Financial Reports to City Council, Boards and Commissions
Action A.1.4 Annually review and appropriately revise City Financial Policies to meet current financial

practices and report annually on compliance with these policies.

Objective Outcome Measure

Develop and implement a new audit schedule

Objective Outcome Measure

Updated Policies implemented

Objective Outcome Measure

Timely Budget to Actual reports posted in Treeno and reports provided to DBIDA, DUC,
Trustees of Trust Funds

Objective Outcome Measure

Provide an annual Financial Policies Scorecard

Page36 See page 13 of the Strategic Plan for Issues



Action Plan Update: 2019
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Building it Better: Improvement Through Met

Goal B: Workforce Development and Management

Objective B.1 Develop and empower employees to continue to improve the effectiveness in serving Ci
. Perform annual performance evaluations and identify at least three tangible work goals f
Action B.1.1 . . . s
ing year to increase employee knowledge, skills and abilities.
Action B.1.2 I hcrease empl oyeesd® engagement by inclu
communication.
Action B.1.3 Promote regular supervisory and department head communication within organizational
o ing work performance expectations, work assignments, and succession planning.
Action B.1.4 Prepare staff for career advancement by providing mentoring and opportunities for stren

ership skills.

Objective Outcome Measure

For each position update annual performance benchmarks.

Objective Outcome Measure

Development and utilization of feedback process

Objective Outcome Measure

Continued use of Office Hours and consistent use of Monthly staff meetings.

Objective Outcome Measure

Establishment of hierarchy and succession plan for key positions.

Objective B.2 Develop budget strategies that are long term in nature and focus on sustainability.
Action B.2.1 Conduct annual budgeting with a realistic approach to assigning resources to programs
o revenues conservatively.
: Identify opportunities to generate more revenue and/or new stable funding streams that
Action B.2.2 2
plement or leverage traditional revenue streams.
Action B.2.3 Identify opportunities to reduce spending.

Objective Outcome Measure

On an annual basis in January review th

Objective Outcome Measure

Document exploration of all opportunities to generate more revenue

Objective Outcome Measure

On a monthly basis monitor budget expenditures and status.

Page3s See page 13 of the Strategic Plan for Issues
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Finance
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Building it Better: Improvement Through Met

Goal B: Workforce Development and Management

Objective B.3 Provide and fund training opportunities for employees to sharpen existing skills and/or d

: Develop a department training team to promote volunteetratiogsy opportunities outside tf
Action B.3.1 ) . :

scope of regular job duties to support professional development.

Action B.3.2 Expand understanding and knowledge in all areas of the department to effectively serve
Action B.3.3 Tap into inRhouse expertise to share knowledge of practice areas.
Action B.3.4 Use mentoring programs to strengthen leadership skills.
Action B.3.5 Develop a master training calendar to advertise and coordinate trainings.

Objective Outcome Measure

Annually review each staff member and establish opportunities to perform work they nor
dondt conduct .

Objective Outcome Measure

Conduct quarterly topical sessions to allow staff to understand Ordinances, Code or Sta
they have not been exposed to previously for department functions

Objective Outcome Measure

One staff meeting a month has a training element

Objective Outcome Measure

One team bonding exercise every 6 months

Objective Outcome Measure

Training calendar is created in Outlook shared calendar

Page40 See page 13 of the Strategic Plan for Issues
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Finance

| Timeline [  Responsibility | Issue | Status Progress
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Building it Better: Improvement Through Met

Goal C: Organizational Excellence and Customer Service

Objective C.1 Encourage employee discussion to evaluate processes and procedures to improve custc
: Evaluate Finance Departments in similar municipalities and identify processes and funct
Action C.1.1 . .
department that can be improved for customer service
Action C.1.2 Survey staff to identify tasks, processes or workflows that are inhibited by a lack of collat
Action C.1.3 Provide assistance and input for completion of Customer Service Center on ground floor

and relocation of relevant divisions.

Objective Outcome Measure

Feedback obtained from municipalities and appropriately integrated into Department wot
flows

Objective Outcome Measure

Survey of staff completed and tasks, processes or workflows reviewed and revised.

Objective Outcome Measure

Completion of Customer Service Center and relocation of City Clerk/Tax Collection and
Utility Billing offices.

Objective C.2 Continually assess customer feedback to ensure that the department is run efficiently, ar
. Maintain frontcounter and phone coverage Monday through Friday during open hours by
Action C.2.1 .
appropriate staff levels
Action C.2.2 Return all phone calls and emails within 1 business day
Action C.2.3 Create a customer service training manual and provide annual training on customer serv
. Ensure customers have an understanding of department processes (motor vehicle regist
Action C.2.4 ; : . )
riage licenses, and State vital records) and know what to expect when they submit an ar
Action C.2.5 Track customer complaints and bring resolution to problematic areas.

Objective Outcome Measure

Document customer feedback and implementation of corrective actions

Objective Outcome Measure

Create good handouts describing processes and applications.

Objective Outcome Measure

Create customer service manual and track employee training

Objective C.3 Work with Departments to better understand their processes and evaluate ways to stren

Action C.3.1 Invite department representatives to staff meetings to discuss specific functions that den
- need for process improvement

Action C.3.2 Establish periodic meetings with each City department to proactively review upcoming pi

existing challenges complying with internal control policies.

Objective Outcome Measure

Implementation of process improvements and compliance

Page42 See page 13 of the Strategic Plan for Issues
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Finance

| Timelne |  Responsibility | Issue | Status Progress
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Building it Better: Improvement Through Met

Goal D: Infrastructure and Technological Assets

Objective D.1

Enhance the effectiveness of GIS to support tax assessment mapping needs and provid

Action D.1.1 Continue to educate community on the availability of the Map Geo application
Action D.1.2 Support development of Current Use map layer
Action D.1.3 Support creation of digital tax maps

Objective Outcome Measure

Development of outreach materials and demonstration video promoted via Media Servic
Updated map of projects the day after an Agenda is completed

Objective Outcome Measure

Development of Current Use map layer

Objective Outcome Measure

Development of digital tax maps and connecting with MapGeo for public use.

Objective D.2

Continue to maintain and keep data current on the Department website.

Action D.2.1 Evaluate the departmentodos website to es
functionality.
Action D.2.2 Continue to provide relevant information and effectively address routine customer questi

partment services and processes.

Objective Outcome Measure

Problem areas are identified and improvements made to website

Objective Outcome Measure

Establish list of FAQs and recurring phone inquiries and incorporate relevant information
website

Objective D.3

Continue to expand the use of information technologies and services to provide operatio

Action D.3.1 Implement online Property Tax and Utility billing and payment functions.
. Identify technology types to improve acceptance of credit cards as an available payment
Action D.3.2 ,
over the counter and online payments.
Action D.3.3 Create interactive application form for tax exemption filings
Action D.3.4 Through budget process fund the replacement and implementation of a new CAMA syst

Objective Outcome Measure

Functional use of eCommerce module of Govern software by department and members
public

Objective Outcome Measure

Adoption and Implementation of relevant technology

Objective Outcome Measure

Functional form available for public use

Objective Outcome Measure

New CAMA software has been purchased and implemented

Page44 See page 13 of the Strategic Plan for Issues
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Finance

| Timelne |  Responsibility | Issue | Status Progress
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Building it Better: Improvement Through Met

Goal A: Public Information, Outreach, and Engagement

Enhance the effectiveness of GIS to support mapping and geographic analysis needs, cl

Objective A.1 T
Action A.1.1 Expand outreach via listening tours to interact with neighborhoods and stakeholders
, Substantially expand educational and training resources and communicate the benefits
Action A.1.2 . .
best planning practices, models, and tools
Action A.1.3 Educate and give the public opportunities for feedback regarding the service the departn
Action A.1.4 Explore mechanisms by which department communicates with a focus on enhancing out

reach out through customer friendly methods.

Objective Outcome Measure

Detailed report of listening tours

Objective Outcome Measure

At least six times a year present to a community group how land use planning adds valu
the community or respond to specific issues

Objective Outcome Measure

Publish and e distribute a department newsletter on a periodic basis.

Objective Outcome Measure

Annually, update City Council on Master Plan activities

Objective Outcome Measure

Updated and consistent use of traditional and modern media, and a visible presence at ¢
munity events.

Objective A.2 The Department will enhance and expand its ability to provide timely and useful informat
, Undertake a comprehensive review of existing procedures and practices for improveme
Action A.2.1 .
ness and efficiency
Action A.2.2 Improve the availability and timeliness of digital map products and data for decision mak
: Explore the development of potential new interactive themes and functions for external L
Action A.2.3
MapGeo
: Implement a program to scan, archive and catalog old files to insure thousands of old file
Action A.2.4 . . ;
ning cases are much more secure, accessible and organized.
Action A.2.5 Through effective communication efforts continually work to make the planning departme

cessible and transparent to the public.

Objective Outcome Measure

Development of publically accessible SOPs within Development Handbook

Objective Outcome Measure

Update themed maps available for use and review

Objective Outcome Measure

Update of MapGeo to include new themes and functions

Objective Outcome Measure

All reports, and applications from 1990 forward are online in a logical and accessible ma
and all maps in the department are scanned and available.

Page46 See pages 13 15 of the Strategic Plan for Issues



Action Plan Update: 20R@nning and Community Development

| Timelne |  Responsibility | Issue | Status Progress
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Building it Better: Improvement Through Met

Goal A: Public Information, Outreach, and Engagement

Objective A.3 Support and enhance the vitality of communities and neighborhoods.
: Increase focus on supporting revitalization and redevelopment efforts in downtown and ¢
Action A.3.1 .
mercial areas of Dover
, Encourage the design of new projects that integrate land use and transportation in ways
Action A.3.2 )
and enhance local desires
Action A.3.3 Identify more effective ways to provide staff resources to partner on local initiatives that
" and redevelopment in existing neighborhoods
Action A.3.4 Engage the public in long range planning projects and afford opportunities for residents 1

shape the future of their community through participation in the master planning process

Objective Outcome Measure

Biannual meeting with private engineers and surveyors to discuss the Master Plan and I
Land Use ordinances/regulations

Objective Outcome Measure

Amendment of Land Use and Zoning Codes to include the latest best practices for proje
guality and design

Objective Outcome Measure

Revi ew and materials i n

stakeholders

organi ze opl ann

Objective Outcome Measure

Development of an outreach manual listing opportunities for engagement and how they «
implemented.

Objective A.4 Create publicfriendly communication materials, including website, written documents an
, Provide constituents with clear, ¢asyccess, stdprstep instructions on how to remedy com
Action A4.1 ; o
zoning code violations.
Action A.4.2 Improve the use of social media and videos to help raise public profile.
. Develop guidebook in conjunction with new outreach tools to keep the public informed ol
Action A.4.3 . . . ;
jects that are under review and also enable the public to communicate
Action A.4.4 Use Constant Contact to allow the public to subscribe to project updates based on geog!

imity or interest.

Objective Outcome Measure

Development of publically accessible SOPs

Objective Outcome Measure

Consistent and accountable use of social media

Objective Outcome Measure

Create 1 video per service area, plus 1 per each special 1 per special project, and 1 per
of the Master Plan

Objective Outcome Measure

Guidebook is completed and utilized by staff

Objective Outcome Measure

Constant Contact integration on web and print materials
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Action Plan Update: 20R@nning and Community Development

| Timelne |  Responsibility | Issue | Status Progress
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Building it Better: Improvement Through Met

Goal B:Workforce Development and Management

Objective B.1 Devel op and empower individuals to cont
Within annual performance evaluations: 1) review strategic plan and update performanct
Action B.1.1 identify three tangible work related goals for the forthcoming year to increase employee
and 3) identify trainings to bolster job skills or knowledge.
Action B.1.2 Increase workforce engagement through including employees in departmental decision r
o ings and regular communication.
Action B.1.3 Promote regular tegpown and bottorup communication within organizational levels regard
o performance expectations, management reassignments, and succession planning.
Action B.1.4 Prepare staff for career advancement by providing mentoring and opportunities for grow

stretch assignments, and identification of potential promotability.

Objective Outcome Measure

For each position update performance measures fomgonths and tyear periods.

Objective Outcome Measure

Development and utilization of feedback process

Objective Outcome Measure

Continued use of Office Hours and conversion to Weekly staff meetings.

Objective Outcome Measure

Establishment of hierarchy and succession plan for key positions.

Objective B.2 Develop budget strategies that are long term in nature and focus on sustainability.
Action B.2.1 Conduct annual budgeting with a realistic approach to assigning resources to programs.
o services and revenue conservatively.
. Work to identify means to generate more revenue and unique and/or new stable funding
Action B.2.2 . s
will help supplement or leverage traditional revenue streams.
Action B.2.3 Continually be aware to identify opportunities to eliminate excess spending.

Objective Outcome Measure

On an annual basis in January review th

Objective Outcome Measure

Document exploration of all opportunities to generate more revenue

Objective Outcome Measure

On a monthly basis monitor budget expenditures and status.

Provide training opportunities to sharpen existing skills or develop specialized skills, whi

Objective B.3
ment.
: Promote volunteer rotations on assignments andt@ivssg opportunities outside the scope
Action B.3.1 . . .
ular job duties to support professiond development.
Action B.3.2 Expand understanding and knowledge in new areas to effectively serve constituencies.
Action B.3.3 Tap into inhouse expertise to share knowledge of practice areas.
Action B.3.4 Use mentoring programs to strengthen leadership skills.
Action B.3.5 Develop a master training calendar to advertise and coordinate trainings.

Objective Outcome Measure

Annual | vy, each staff member has wor ked

Objective Outcome Measure

Each staff member has reviewed Ordinance, Code or Statutes they have not been expo:s
previously

Objective Outcome Measure

One staff meeting a month has a training element

Objective Outcome Measure

One team bonding exercise every 6 weeks

Objective Outcome Measure

Training calendar is created in Outlook shared calendar
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Action Plan Update: 20R@nning and Community Development

| Timelne |  Responsibility | Issue | Status Progress
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Building it Better: Improvement Through Met

Goal B:Workforce Development and Management
Objective B.4 Provide sufficient staff to accurately perform the six core functions of the Department; us
Annually conduct an audit within the department to evaluate and determine the most crit

Action B.4.1 resource needs.

Action B.4.2 Develop relationship with local colleges and universities for internship/fellow programs tc
T one time tasks.

Action B.4.3 Maintain froricounter duty and phone coverage Monday through Friday during open hou

hours or staff

Objective Outcome Measure |Workplans are developed each November as part of budget process
Objective Outcome Measure |Develop contact with Colleges and project list for interns

Objective Outcome Measure |Full professional and administrative staffing
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Action Plan Update: 20R@nning and Community Development

| Timelne |  Responsibility Issue | Status Progress
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Building it Better: Improvement Through Met

Goal C: Organizational Excellence and Customer Service

Objective C.1

Encourage employeded process and procedure improvements that enhance and result i

Continually reevaluate and streamline processes and procedures to make development re

Action C.1.1 standable and accessible toplanners.

Action C.1.2 Invite staff from other Departments to discuss their work on a regular basis as part staff r
Action C.1.3 ﬁ;)lgduct study of similar planning agencies to update and simplify application, review an
Action C.1.4 Survey staff to identify tasks, processes or workflows that are inhibited by a lack of collak
Action C.1.5 Identify options for improving the physical work environment and assess their feasibility.

Objective Outcome Measure

Development of new SOPs which are integrated into the Developers Handbook

Objective Outcome Measure

Staff from other departments are invited to attended staff meetings

Objective Outcome Measure

Study completed and findings made reviewed and implemented

Objective Outcome Measure

Survey of staff completed and tasks, processes or workflows reviewed and revised.

Objective Outcome Measure

Complete a comprehensive review and assessment to identify workspace needs that will
prove the work flow within Department and implement in office relocation project.

Objective C.2

Continually assess customer feedback to

Maintain froricounter duty and phone coverage Monday through Friday during open houl

Action C.2.1 hours or staff
Action C.2.2 Return all phone calls and emails within 1 business day
Action C.2.3 Create a customer service training manual and set of simple procedures to institute at the
. Ensure applicants have a high level of understanding of the process and know what to e;
Action C.2.4 : . D
time they submit an application.
Action C.2.5 Track proceseelated customer complaints and bring resolution to most problematic areas

Objective Outcome Measure

Increase the number of applications deemed complete to 100% when submitted vs. inco
applications.

Objective Outcome Measure

Create good handouts describing processes or land use issues and applications.

Objective Outcome Measure

Create a list of standardized conditions in relation to land use decision for the most comr
applications and integrate into regulations.

Objective C.3

Work with partner Departments on process improvement initiatives between Offices that
gineering).

Action C.3.1

Sustain the Technical Review Committee and meet weekly. Work with the committee to |
egies and actions recommended to streamline review process

Action C.3.2

Establish a periodic Land Use and Zoning Codes update program that provides minor te
on a continual and regular basis.

Objective Outcome Measure

Calendar entries for each member of TRC are created, to ensure staff are not double bo

Objective Outcome Measure

Implementation of a comprehensive Land Use and Zoning Codes update strategy with d
deliverables to reach closure on code updates within a set schedule.
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Action Plan Update: 20R@nning and Community Development

| Timeline [  Responsibility | Issue Status Progress
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Building it Better: Improvement Through Met

Goal C: Organizational Excellence and Customer Service

Objective C.4

Simplify and ensure accuracy of compliance materials accessed by the public and the ca

Action C.4.1 Continue to simplify the complaint form for ease of use.
Action C.4.2 Raise awareness in the community to counter the most common misperceptions that lea
o through outreach (e.g., presentations, handouts).
Create an interdepartmental group to identify the most prevalent code violations and diffi
Action C.4.3 force requirements encountered by Enforcement staff in order to develop strategies that
their causes and reduce the frequency of their occurrence.
Action C.4.4 Identify land use applications in need of condition of approval follow up by staff
Action C.4.5 Improve enforcement filing, tracking and processes through VueWorks

Objective Outcome Measure

Continue to simplify the complaint form for ease of use.

Objective Outcome Measure

Delivery of a quarterly report that identifies the most common violations found

Objective Outcome Measure

Quarterly meeting, if not more often, of interdepartmental group

Objective Outcome Measure

Utilization of a trigger system for staff to follow up on applications

Objective Outcome Measure

Revised enforcement filing system for faster and more accurate internal use by integratic
VueWorks

Objective C.5

Create an effective management structure for each project in order to clarify project visio

Develop project management guide for each project to ensure consistency, predictability

Action C.5.1 control; put onto Blog to memorialize our work.
Action C.5.2 Ensure continuity by clearly identifying a project manager for each planning project and ¢
" personds specific role.
. Organize internal workshops, on an ongoing basis, to develop and familiarize staff with ¢
Action C.5.3
processes, tools, etc.
Action C.5.4 Be more strategic about the time and approach for introducing a project to the public in o

tain momentum and manage expectations.

Objective Outcome Measure

Project Management Guide Completed

Objective Outcome Measure

Identification of key staff on specific issues to be the point of contact as issues arise.

Objective Outcome Measure

One staff meeting a month has a training element

Objective Outcome Measure

Development of workplans including schedule of meetings and outreach activities
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Action Plan Update: 20R@nning and Community Development

| Timeline [  Responsibility | Issue Status Progress
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Building it Better: Improvement Through Met

Goal D: Infrastructure and Technological Assets

Objective D.1

Enhance the effectiveness of GIS to support mapping and geographic analysis needs, ci
use

Consistently update map of projects before the land use boards and Board Agendas on |

Action D.1.1 ment website

Action D.1.2 Educate community users on the availability of the web map (e.g., press release, presen
o ences on handouts, etc).

Action D.1.3 Support implementation of efforts to enhance document retrieval application records/sea

Objective Outcome Measure

Updated map of projects the day after an Agenda is completed

Objective Outcome Measure

Development of outreach materials and guide for finding information regarding land use
online

Objective Outcome Measure

Planned implementation of connecting documents in Treeno with MapGeo for public use

Objective D.2

Continue to maintain and keep data current on the Department website and develop bett

Action D.2.1 Train additional staff for updating website and social media

. Conduct an oOaudito of the departmentds
Action D.2.2 appropriate links and overall functionality
Action D.2.3 Continue to expand the website to provi

data and application processes.

Objective Outcome Measure

Planning Staff trained and updating web and social media

Objective Outcome Measure

List of problem areas is identified and resolves on website

Objective Outcome Measure

All reports from 1990 forward are online in a logical and accessible manner, and all map:
department are scanned and available.

Objective D.3

Continue to explore the use of new information technologies and services to enhance op

Explore the cost and practicability of instituting full service ePermitting software, whether

Action D.3.1 or integrated into VueWorks, to enhance a more seamless permitting system or a one st
. Identify technology types and needs to improve operation (i.e., telephone, email, apps fo
Action D.3.2 : X . ; !
apps for public, data maintenance, storage/retrieval mechanisms, payment/accounting, ¢
Action D.3.3 Through vehicle replacement program purchase standalone Planning vehicle or addition
" vehicle for use by staff for site visits and meetings
Action D.3.4 Convert plan filing system so it coordinates with the Treeno filing system and is searchat

ID

Objective Outcome Measure

Use of full service ePermitting software, whether stand alone, or integration of VueWork:
department

Objective Outcome Measure

Adoption and Implementation of relevant technology

Objective Outcome Measure

A vehicle has been purchased, or assigned

Objective Outcome Measure

Files are stored by Parcel ID and not by year
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Action Plan Update: 20R@nning and Community Development

| Timelne [  Responsibility | Issue | Status Progress
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Building it Better: Improvement Through Met

Goal A: Public Information, Outreach, and Engagement

Objective A.1 Increase outreach in police operations

Action A.1.1 Continue business and neighborhood safety talks

Action A.1.2 Continue to enhance relationships with property management companies

Action A.1.3 Increase beat specific proactive oHtoenmunity interaction. Proactive and Community inte|

documented as a form of saifiated activity.

Objective Outcome Measure

Safety talks conducted

Objective Outcome Measure

Problem Oriented Police Officer has regular interaction with all major property managem
companies in the City.

Objective Outcome Measure

Shift staffing increased /proactive and community interactions documented seiliitiated ac
tivity increased to two per shift per officer.

Objective A.2 Increase public engagement and understanding of policing in Dover
Action A.2.1 Host adult citizens police academy

Action A.2.2 Host teen citizens police academy

Action A.2.3 Participate in community outreach events such as NH Blue and You
Action A.2.4 Host reoccurring public information / conversation meetings

Objective Outcome Measure

Adult citizens police academy held every 12 months

Objective Outcome Measure

Teen citizens police academy held every 12 months

Objective Outcome Measure

Quarterly community meetings /forums held

Objective A.3

Increase transparency in police operations

Action A.3.1 Publish quarterly crime statistics for City of Dover to City and PD websites
Action A.3.2 Publish end of the year use of force analysis

Action A.3.3 Use social media / technology to publish community policing efforts
Action A.3.4 Publish specific neighborhood statistics

Action A.3.5 Publish end of the year citizen complaint analysis

Objective Outcome Measure

Quarterly Statistics published on City / Department website and social media

Objective Outcome Measure

End of the year statistics published on City / Department website and social media

Objective Outcome Measure

Neighborhood specific statistics and community policing efforts published on City / Depa

ment website and social media
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Action Plan Update: 2019

Police

| Timelne |  Responsibility | Issue | Status Progress
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Building it Better: Improvement Through Met

Goal B: Workforce Development and Management

Objective B.1

Improve officer safety

Action B.1.1

Increase per shift sworn officer staffing levels from 3 officers to 4 officers.

Action B.1.2

Identify, implement, and host officer safety related and other police training.

Objective Outcome Measure

Minimum number of officers per shift increases from 3 to 4

Objective Outcome Measure

Number of trainings provided / hosted

Objective B.2

Improve supervision/span of control in Communication Bureau

Action B.2.1

Create an Assistant Communications Bureau Supervisor

Objective Outcome Measure

Position is created and staffed

Objective B.3

Increase the ability of the Records Bureau to meet growing demands

Action B.3.1

Increase Records Bureau staff hours/personnel

Action B.3.2

Use website to regularly publish information that is frequently requested such as neighbc
service statistics

Objective Outcome Measure

More staff hours added

Objective Outcome Measure

Monthly neighborhood CFS information published and updated on Department website

Objective B.4

Recruit and retain qualified and diverse sworn officers

Continue with current advertising and outreach to minority groups and colleges and univi

Action B.4.1 er population centers while also researching methods to reach minority populations
Action B.4.2 Strive to remain competitive with comparable municipalities for wages and benefits
Action B.4.3 Continue to provide the necessary equipment/vehicles for staff to use

Action B.4.4 Continue to provide existing specialized positions and look to increase specialized positi
Action B.4.5 Improve interview process and background investigation to ensure hiringias@dncommuni

oriented recruits with high values

Objective Outcome Measure

Hire a qualified minority officer / Wage scale at or above median

Objective Outcome Measure

Maintaining and increasing the number of specialized positions

Objective Outcome Measure

New interview/background investigations questions/topics integrated into hiring process
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Action Plan Update: 2019

Police

| Timeline |  Responsibility Issue | Status Progress
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Building it Better: Improvement Through Met

Goal C: Organizational Excellence and Customer Service

Objective C.1 Enhance customer service through an improvement in response times for remergency ce
Action C.1.1 Increase the number of officers per shift through increases in funding
Action C.1.2 Assign sworn staff to shifts when r@nergency calls for service occur most often

Objective Outcome Measure

Number of sworn officers increase from 50 to 55

Objective Outcome Measure

Officers assigned to shifts that are heavy with neemergency calls for service based upon
riodic analysis

Objective Outcome Measure

80% of Priority 4 calls for service have a response time of under 45 minutes

Objective C.2

Enhance customer service through the proper investigation of cyber crimes

Action C.2.1

Create a cybercrimes investigator position

Action C.2.2

Train and equip cybercrimes investigator

Objective Outcome Measure

Cybercrimes Investigator position created

Objective Outcome Measure

Purchase cybercrimes investigation specific equipment

Objective Outcome Measure

Provide cybercrimes specific training to investigator

Objective C.3

Improve customer service by soliciting feedback

Action C.3.1 Continue with the citizen surveys of random calls for service fotesiofpolice services

Action C.3.2 Develop process for surveying customers involved #elongnvestigations and conduct those
= veys

Action C.3.3 Increase efficiency and response rate from surveys by using technology to send surveys

Objective Outcome Measure

Receive 30% Surveys back from community per month

Objective Outcome Measure

Send out monthly surveys to victims of crimes that involve folleup investigation

Objective C.4 Maintain organizational excellence

Action C.4.1 Maintain CALEA accreditation

Action C.4.2 Review internal practices to ensure they are in line with recommended best policing pract
Action C.4.3 Ensure compliance with internal policies and law through the use of staff inspections
Action C.4.4 Continue performance evaluations of all personnel

Action C.4.5 Maintain certifications and required annual training for all employees

Objective Outcome Measure

Obtain CALEA re-accreditation

Objective Outcome Measure

Yearly evaluations completed on all employees

Objective Outcome Measure

Staff inspection completed yearly
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Action Plan Update: 2019

Police

| Timelne |  Responsibility Issue | Status Progress
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Building it Better: Improvement Through Met

Goal D: Infrastructure and Technological Assets

Objective D.1 Devel op and upgrade technology for the
Objective D.1 Increase information sharing with law enforcement partners

Action D.1.1 Implement smet data sharing solution with UNH

ActionD.1.2 Research and implement upgraded records management system

Objective Outcome Measure

scnet implemented

Objective Outcome Measure

scnet implemented

Objective D.2

Maintain access to and security of police information and records systems

Action D.2.1

Maintain CJIS compliance

Action D.2.2

Frequently backup data

Objective Outcome Measure

All staff CJIS certified

Objective Outcome Measure

Data backed up as specified

Objective D.3

Maintain and develop offsite facilities

Action D.3.1 Work with Eversource to maintain the utility of the police stables
Action D.3.2 Work with County and other area municipalities to develop a firing range
Action D.3.3 Increase size and physical structure of vehicle impound facility

Objective Outcome Measure

Permanent / long-term firing range solution implemented

Objective Outcome Measure

Larger vehicle impound built with protection from the elements

Objective D.4

Update and enhance public safety communications infrastructure

Action D.4.1 Develop microwavieased communications system
Action D.4.2 Replace outdated radio components
Action D.4.3 Increase transmission and reception ability of radio system

Objective Outcome Measure

Four new towers and microwave backhaul completed

Objective Outcome Measure

3 Receive / Transmit sites operational

Objective Outcome Measure

Al | publ i c

safety

and Community Servi

c e
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Action Plan Update: 2019 Police

| Timeline |  Responsibility | Issue | Status Progress
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Building it Better: Improvement Through Met

Goal A: Public Information, Outreach, and Engagement

Objective A.1 | mprove contact with our Citizends expl

Utilize City Media Staff to update PSAD

Action: A.1.1 to seasons and seasonal risks.

Action: A.1.2 Update current website and develop improved method for ongoing updates

Promote safety services that are available per fee structure such as: CPR Classes, Fire

Action: A.1.3 Classes, and SAFE Trailer
. Start providing online methods for Citi
Action: A.1.4 service requests
Objective A.2 Promote a safer community from all risks, reduce response and reduce harm.
. Develop a comprehensive Community Risk Reduction program to industry standards to
Action: A.2.1 . .
on the most effective ways to make a safer community.
— Aggressively monitor and participate with Emergency Management Partners to emphasi
Action: A.2.2 .
and planning
. Aggressively monitor and participate with Emergency Management Partners to enhance
Action: A.2.3
paredness
Action: A.2.4 Pursue a Community Paramedicine Program with partner Wentworth Douglass Hospital

healthier community

Have one or more staff member, attend an industry standard class on community risk re

ClajEEnE QUIETmE [EEITE: tion to learn all components needed by FY 19 (classes are hard to get into).

After identifying community risk reduction plan components, develop plan and insert into

Objective Outcome Measure: g iqqic Plan and budget if possible by FY20/21

Each month, report in Mangerds Report,

QLEEDTE OUIERME EEEIrE: communicated through Media Staff

Objective Outcome MeasurelEach month i n FY 17 and FY 18 going for

In FY 18, Develop procedure linking City Media Staff with Shift officers for more timely sc

CIO[EEE OUIESE W media updates on ongoing emergencies/issues

Utilizingin-house staff, schedule monthly goal

Objective Outcome Measure: dates, starting in FY 18

Monthly, maintain relationship with NH HSEM local liaison and pursue all available Emel

Clajfzeiive Ouigane [hesmuie. gency Management grants and resourceésFY 17

Monthly, meet with WDH Population Manager and other upper level staff, and continue c
Objective Outcome Measure:|oping Community Paramedicine program framework until program developed or landsca
changes preventing completiord FY 17

Assess workload and if progress through other means not happening, add Community R

CIYEEnTE OUIESE W Reduction manager into budget. Review for FY 20 budget
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Action Plan Update: 2019

Fire and Rescue

| Timeline |  Responsibility | Issue | Status Progress
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Building it Better: Improvement Through Met

Goal B: Workforce Development and Management

Objective B.1 Develop workforce development opportunities and succession planning process for all p
Action: B.1.1 Develop career path manual for all positions and all special teams, with skill sets and mil
T lined, similar to probationary manual.
—— Provide supervisory training though Primex or other vendors that provides or refreshes tl
Action: B.1.2 : . .
managing a mulgienerational workforce.
Action: B.1.3 Adjust Chief Officer paygrades upward slightly to provided better succession path from C
e positions to Chief Officer Level position.
Action: B.1.4 Expand Command Coverage opportunities beyond Chief Officers for succession plannin
T and for when Chief Officers are on vacation.
Action: B.1.5 For supervisors and future leaders, promote importance and develop incentive for becon
T tialed and of earning industry leading career track certifications through the National Fire
Develop internal ability in conjunction with NH Fire Academy, to offer those required clas
Action: B.1.6 motions that are not given by the NH Fire Academy frequently enough to meet demand (
erator Series as example). If not possible, find approved and reciprocal alternatives.
Objective B.2 |l mprove recruitment of oO0ODover o6 Firefigh
_— Maintain and strengthen partnership with the Dover High CTC Program Firefighter 1 and
Action: B.2.1 :
ses as a long term recruitment pathway
o Develop video conferencing ability between three stations to keep crews in districts whel
Action: B.2.2 L .
based trainings and meetings allow.
I Research available updates, and implement changes to physical fithess program, that ra
Action: B.2.3 : L R
ployee fitness training, and reduces on and off the job injuries
Action: B.2.4 Research if new parking garage meets requirements for training tower that meets ISO re
I Align EMS Training and QA/QI Program, to fulfill the new NREMT NCCP Model National
Action: B.2.5
ued Competency Program
Objective B.3 Transition to having Commerci al Drivero
Research Commerci al Drivero6s License Tr
Action: B.3.1 medical card requirements, and program implementation methods for requiring CDL licel

employees to increase vehicle operating professionalism instead of relying on DOT exen
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Action Plan Update: 2019

Fire and Rescue

| Timeline |  Responsibility | Issue | Status Progress
ositions, all special teams, and alitigrade layers (5 years, 10 years). p 032
edton ut- Working group from all
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ne tOOl%Xo];?I’ Admin Team 1,2
-apaipy ey, Fire Chief 2
9 PUTRRSGRim Admin Team 2
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VehidldeOpmm Admin Team 2
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| EMTColgeing Admin Team, Shifts. In 5
Short structor Pool
nknomﬂgggﬁn Admin Team 8
isg O\f\%a(l“uenr]n— Peer fitness coordinatofs 5
form ranks
qyiremenest Admin Team 2,6
| Chnmgoing- E MS System Manage, 210
Short Admin Team ’

S Licenses to i megufordOEexemptiover / operator knowl el poz
ajning methods and| costs a
nses feledium Admin Team 2,5
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Building it Better: Improvement Through Met

Goal B: Workforce Development and Management

Objective Outcome Measure:

Convene working group and develop career path for 4 positions a year over the next 3 y
(FY 18, 19, 20 and 21)

Objective Outcome Measure:

Meet with Fire Academy and see which of two options will be supported, then identify rec
ments, and obtain requirements, implement plan by FY 20

Objective Outcome Measure:

Research turnkey Video Conferencing sys
setup when needed as presently required, and enter cost into upcoming budget for purct
by FY 19 with implementation and use by FY 20

Objective Outcome Measure:

Contact Primex and either send supervisors to scheduled training opportunities, or host i
ver eliminating travel need FY18

Objective Outcome Measure:

Evaluate if in house instructor can become CDL Instructor, and contact Primex, and NH
lege System and private providers to determine best pathway and enter cost into budget
20. Also make the CDL a hiring requirement going forward at this time.

Objective Outcome Measure:

Working group to attend O2x workshop or equivalent in FY 18 and compare against altel
tives. Place $5500 program cost in FY 19 Budget if program will meet action item.

Objective Outcome Measure:

Assess during FY 18 if new parking Garage meets requirements. If not, research and sp
training tower during FY 19 and enter into CIP during FY 20

Objective Outcome Measure:

Develop twoyear EMS training calendar with Turner EMS Solutions in alignment with NC
requirements, and provide monthly trainings as part of QA/QI progran® FY 17

Objective Outcome Measure:

Meet quarterly and plan delivery with CTC Staff, High School/NHFA Firefighter 1 and EM
Programso FY17
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Action Plan Update: 2019

Fire and Rescue

Timeline Responsibility Issue Status Progress
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Building it Better: Improvement Through Met

Goal C: Organizational Excellence and Customer Service

Objective C.1

Maintain and improve overall quality and professionalism of organization, and internal ar

Action: C.1.1 Increase professionalism and best practices by pursuing Ambulance and Fire Service Ac
Shift all appropriate internal manual processes to SharePoint such as fire apparatus/veh
Action: C.1.2 maintenance logging, Inspection Services permit logging, Inspection Services field notes
permit.
Purchase Fire and EMS reporting softwar
Action: C.1.3 but provides real time accessible data for operational decision making which is a require
QA/QI, Accreditation needs, and Community paramedicine efforts
Identify and pursue contracting with an Ambulance Billing Company that provides easily
Action: C.1.4 data on collections and bill status, bills every two to three days versus existing company
some systems. Additionally, can bill Insurance Companies for Fire Response
. Establish System to recover costs from
Action: C.1.5 sonnel costs
Action: C.1.6 Establish clear and defined system for Inspection Staff to follow to pursue through the Di
T System, chronic code violators.
Action: C.1.7 Continue establishment of meaningful QA/QI program based on National Standards and
T tion with Medical Resource Hospital, to meet industry standards and State of NH EMS R
Action: C.1.8 Revitalize outdated buildingptan development program to meet ISO requirements and |
T Standards, and feed information into Public Eye and other GIS based applications
Action: C.1.9 Develop criteria and system for middle level managers to fill in for Chief officer ldvel aftel
T mand coverage to expand those skill sets and meet national requirements
Action: C.1.10 Complete a needs assessment of the requirements of NFPA 1710 for Fire Response an

institute action plan to meet those requirements

Objective Outcome Measure:

By FY 19, identifying all required tasks through needs assessment process and establist
of task list. Any budget items to be included in future budgets. Operating procedures to t
aligned with accreditation needs going forward.

Objective Outcome Measure:

Have requested in FY 18, funding for a pattme, 20 hours per week, Professional Standal
Coordinator

Objective Outcome Measure:

Achievement of Ambulance Accreditation in FY 20

Objective Outcome Measure:

Achievement of Fire Service Accreditation in FY 21
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Action Plan Update: 2019

Fire and Rescue

| Timeline |  Responsibility | Issue | Status Progress
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Building it Better: Improvement Through Met

Goal C: Organizational Excellence and Customer Service

Objective Outcome Measure:

Starting in FY 17, Establish SharePoint pages that are accessible by tablets for field upd
Test concept, and then expand if successful through FY 18 and FY 19

Objective Outcome Measure:

Specify, Purchase, Install, Test, Train on, and Operationalize new Fire Reporting Softwa
FY 18/FY 19

Objective Outcome Measure:

Specify Purchase, Install, Test, Train on, and Operationalize new EMS Reporting Softwe
FY 18/FY 19

Objective Outcome Measure:

In FY 17, Utilizing Group RFP developed with Purchasing Department, pick new Ambula
Billing Company and try for 1 year and compare billing revenue deposits with previous ci
ny performance

Objective Outcome Measure:

In FY 18, After developing procedure for Inspections on prosecuting chronic code violatc
implement and review for effectiveness

Objective Outcome Measure:

In FY 18, Complete research on what should be in a QA/QI program, and develop proce
program

Objective Outcome Measure:

In FY 19, Implement QA/QI with measures to show impact over 1 to 2 years

Objective Outcome Measure:

In FY 18, assign Suppression Shifts buildings monthly to collect through ARGIS Collecto
and the IPADS, building data to enter into City GIS and then develop prans accessible
through Public Eye

Objective Outcome Measure:

Develop, implement and fund system for Captains to assume
command duties when Chiefs are on leave and to expand skill s85Y 19

Objective Outcome Measure:

Research, align with other City Departments and region, and institute Chief Officer Payg

‘ladjustment to draw inhouse people from Captain Level for all Chief Level PositiorgY 19

Objective Outcome Measure:

In FY 17, After developing procedure for cost recovery on DWI and other negligence res
es, implement and review for effectiveness
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Building it Better: Improvement Through Met

Goal D: Infrastructure and Technological Assets

Objective D.1 Maintain, extend life, and develop comprehensive replacement schedule for all vehicles
Action: D.1.1 Vehicle Plan

Action: D.1.2 Specialized Equipment Plan

Action: D.1.3 Boat Plan

Objective Outcome Measure:

Starting FY 17, Track and update mileage and usage in December and June of all vehicl
move vehicles between stations at that time to balance wear if necessary.

Objective Outcome Measure:

Starting FY 17, Research and specify vehicle manufacturers going forward to purchase f
with increased emphasis on quality ratings, and better warranty processing. Also identify
who build more than one component together such as chassis and body, to improve rep:
comes and speed of complicated repairs.

Objective Outcome Measure:

Starting FY 17, Project growth of City, ISO and other requirements, and incorporate in ve
specifications going forward

Objective Outcome Measure:

Starting FY 17, Monitor, and report internal labor involved managing complicated repairs
analyze if reduction in labor time and increase in repair resolution outcomes achieved

Objective Outcome Measure:

In FY 18, add projected equipment lifespan to existing inventories based on usage and r
al standards, and determine end of service life/replacement date for budget formulation.

Objective Outcome Measure:

Wor k during next couple FY&6s, to find g
ment surplus boat, as current military style rubber inflatable delaminating and now too cc
to maintain. Due to low number of boat calls and available mutual aid resources, low pric
item.

Objective Outcome Measure:

In FY 18, Purchase Quint that fulfills ISO Ladder Truck requirements for redundancy anc
be prepared for the Dover in 2027+
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| Timeline |  Responsibility | Issue Status Progress
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Building it Better: Improvement Through Met

Goal D: Infrastructure and Technological Assets

Objective D.2 Maintain, extend life, improve efficiency of current buildings, and match capabilities with
Action: D.2.1 Align Station Needs with Service Delivery
Action: D.2.2 Reduce operating costs
Action: D.2.3 Improve Physical Workflow of Inspection Services

. With development and growth increasing on Dover Point Road, develop plan to determir
Action: D.2.4 . .

needs and how to reallocate personnel for more effective response to this area.

Action: D.2.5 Determine condition of hose drying tower at South End and what useful life remains
Action: D.2.6 Assess deed and building lot for North End Station, and determine feasibility of additione

Objective Outcome Measure:

Assess condition of stations IN FY 18 and identify major system lifespans, and develop c
for repair (roofsd 30 years, heating systems) and determine end of service life/replaceme
date for budget formulation. Develop needs matrix for budget and CIP development.

Objective Outcome Measure:

In FY 18, Determine/project future service needs for next 20 years based on industry gui
projected City growth, and develop renovation plan for all facilities to meet projections.

Objective Outcome Measure:

In FY 18, Develop plan to improve insulation of apparatus bay areas for Central and Sou
Stations where high energy costs occur and enter into CIP Plan.

Objective Outcome Measure:

In FY 18, Assess buildings for Solar Installation for all stations to reduce electricity costs.
appropriate for locations. Enter into CIP.

Objective Outcome Measure:

In FY 18, Assess buildings for LED Lighting Installation for all stations to reduce electrici
costs, if appropriate for locations. Enter into CIP.

Objective Outcome Measure:

In FY 18, Determine cost of comprehensive energy audit of all facilities for ROI of option:
cluding rebates, and enter into budget or CIP

Objective Outcome Measure:

In FY 18, Develop plan and cost projections to convert Inspection Services customer rec
area to a tweperson work station from the current ongerson work station. Also, develop |
for improved plan review area, plan storage, and reduce general inspection office crowdi
Input costs into CIP.

Objective Outcome Measure:

Determine by FY 20, what deployment of resources would be needed to cover this area,
volume trigger points, and then determine station programming needs and costs.

Objective Outcome Measure:

Determine by FY 20, if vehicle maintenance area can be included in new station or if oth
equipment can be moved to other locations leaving more space at South End available f
function. Inject those perimeters into B4A.

Objective Outcome Measure:

By FY 19, Have Structural Engineer Review Hose tower and determine end of life. If lifes
short, determine if what most cost effective option i8 repair or replacement, and enter intc
CIP

Objective Outcome Measure:

By FY 20, Assess for feasibility of adding additional parking at North End Station, deterrm
cost if able to move forward, enter into CIP
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